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Accessibility Toolkit
https://www.dor.ca.gov/Home/AB434

AB434toolkit@dor.ca.gov

WCAG 2.1
https://www.w3.org/TR/WCAG21/

Lighthouse
https://web.dev/measure/

Manual AT Testing Software

JAWS
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https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.dor.ca.gov%2FHome%2FAB434&data=04%7C01%7CKrisda.Cripe%40state.ca.gov%7C317dffcffeba4038329008d8b7e0805e%7C52b26be47f5d4e1cbaed8cf75b7570d5%7C0%7C0%7C637461522154009114%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=PQWllyKsaiMwwDMB8iCIB9DOaegMT2srmFnwuRqv27c%3D&reserved=0
mailto:AB434toolkit@dor.ca.gov
https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.w3.org%2FTR%2FWCAG21%2F&data=04%7C01%7CKrisda.Cripe%40state.ca.gov%7C317dffcffeba4038329008d8b7e0805e%7C52b26be47f5d4e1cbaed8cf75b7570d5%7C0%7C0%7C637461522154019071%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=WeB%2FC47f1N7hy69r6XWYG8snth41VUoq96UqZls%2BeRw%3D&reserved=0
https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fweb.dev%2Fmeasure%2F&data=04%7C01%7CKrisda.Cripe%40state.ca.gov%7C317dffcffeba4038329008d8b7e0805e%7C52b26be47f5d4e1cbaed8cf75b7570d5%7C0%7C0%7C637461522154019071%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=jYDf1OcIXr8fEv9lakWlFzZxtKqpwjE0Zfu9xWeS%2BkY%3D&reserved=0
Dragon%20%20https:/shop.nuance.com/store/nuanceus/en_US/Content/pbPage.home?currency=USD&pgmid=4990660600&gclid=Cj0KCQiA0fr_BRDaARIsAABw4Ev2lX_b5U4rM8OJ7olJXRw2GRw7BCpthacUcf3V10v8b9_FOLMOT8gaAvQUEALw_wcB&gclsrc=aw.ds
https://www.freedomscientific.com/products/software/jaws/?utm_term=screen%20reader%20software&utm_source=adwords&utm_campaign=All+Products&utm_medium=ppc&hsa_tgt=kwd-299197525626&hsa_cam=200218713&hsa_ad=296201131673&hsa_kw=screen%20reader%20software&hsa_grp=52663682111&hsa_net=adwords&hsa_mt=b&hsa_src=g&hsa_acc=1684996396&hsa_ver=3&gclid=Cj0KCQiA0fr_BRDaARIsAABw4Es-Y4Fgpt0tmMljqx9GjnJA2ZSy6EHcCCNlaVTNV1BTojnhxtt-KzgaAuRgEALw_wcB
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Content Design Process

and Collaboration Tools
DWS rfl \
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Content Design Process
W S | + Collaboration Tools

O

Koji Kumpulainien
Office of Enterprise Technology
California Department of Technology
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Content design

Prepare for bold statements...
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@ Content Design (1 of 3) .

1. Content is the most
Important part of your
website.
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@ Content Design (2 of 3) .

2. Writing content for
digital is very different
than traditional writing...
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@ Content Design (3 of 3) .

3. Writing for people who
use government
services (almost
everyone) Is hard.
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A website without content

3 CDT| CA Dept of Technology X +
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@ Traditional writing... .

« Long, descriptive sentences
« Delay your point (story arc)
« Write for deep reading

« (This is an oversimplification, writing is hard, no matter
the medium)

alifornia




@ Writing for the digital government .
sServices
Plain language:
« Short sentences
« Make your point as quickly as possible

« Write for scanning, not deep reading.
« Bold the main takeaways.

- Credit to David Perell for “Business writing 101"

llllllll
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@%} Writing for digital government services .
(continued...)

Inverted Pyramid...

alifornia
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Traditional
Marrative

Background
& Rationale

What happened
& Information

Main Point
& Conclusion

Reader
Behavior

Most Read

Some Read

Few Read
to the
END

Inverted
Pyramid

Main Point

Supporting Info

History
& Background

WEDstanuoaras.ca.gov



@ Traditional narrative %V

* The narrative process requires time for the
iIndividual to write, AND then time for others to
review, critigue, and edit.

* While this process can work, it's not that
simple...
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%3 Content collaboration in government A,

We've got LOTS of lenses to view content through:
— Content design
— User experience
— Front end development
— Program specialists
— Legal
— Security
— Stakeholders
— Partner agencies and vendors

llllllll
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%@3 We need to do this together... A,

We’ve got folks here to share their success.

IIIIIII
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Telework.ca.gov Case Study

/@} Ann Baaten
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Telework.ca.gov

e Cross organizational effort
e Guidance on telework

e Delivered via telework
e Used collaboration tools

e Teams
e Miro

webstandards.ca.gov
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Telework.ca.gov (Teams) 2.

a0

e Excellent collaboration
with documents

e Facilitated tracking of
defects

e Facilitated drop in help for
staff

e Challenges with guest
accounts
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Telework.ca.gov (Miro) 2.

a0

e Facilitated the design

e Facilitated team
interaction

e Enabled effective
asynchronous
communication
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Redesigning how

businesses find guidance
/@\} to safely re-open
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Office of Digital Innovation
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Process Overview

02. Define

01. Discover

03. Ideate

04. Prototype

05. lterate

Using research
users and data to identify
stakeholders to  opportunities
understand the  for

problem at improvement,
hand.

Engaging with

California

DEPARTMENT OF TECHNOLOGY

Leveraging the
diverse
perspectives of
our team to
generate a
wide range of
possible
solutions.

Turning ideas
into tangible
designs in
order to solicit
feedback from
users and
stakeholders.

Repeating the
process as
needed until a
desired
outcome is
reached.

webstandards.ca.gov
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Why Industry Guidance?

https://covid19.ca.gov/industry-guidance

Industry guidance

17 Agriculture and livestock

= Amusement parks and theme parks — New

= Aurto dealerships

A Cardrooms and racetracks - updated September 10

= Childcare

= Cohorts for children and youth in supervised settings -

updated September 4

& Communications infrastructure

¥. Construction

& Day camps

€ Delivery services

{* Energy and utilities

¥ Family friendly practices for employers

o Food packing

Highly visited - fourth most visited
since May 2020

Governor office high priority

Not updated significantly since
May 12

Key page for multiple stakeholders:

city and county officials, business
owhners, business associations,
members of the public

With new restrictions in place, this
page becomes a go-to resource for
many businesses

California
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Engaging with
users and
stakeholders to
understand the

problem at
hand.
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Process (Step 1)

‘ :.GOV

02. Define

>

03. Ideate

>

04. Prototype >

05. lterate >

webstandards.ca.gov



Discover: Goals

® Understand who are our visitors

® Understand the motivations for each visitor to visit the industry
guidance.

® Understand how they navigate the page.

® Understand when would they revisit the page and for what purpose.

e Understand where are they visiting from

California

DEPARTMENT OF TECHNOLOGY webstandards.ca.gov



M_S \/, P
S Discover: Activities

® Intercept visitors as they were navigating the Industry guidance page to
understand who they were and what they were trying to accomplish.

e Interview key stakeholders such as GoBiz, business representatives to
understand about their jobs and how do they use the page to serve their
customers

e Perform usability testing sessions to evaluate our existing page in terms
of usability and UX focusing on relevance, hierarchy and accessibility.

California
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@ Discover: Activities
Ethnio

Ethnio video link:
https://www.youtube.com/watch?v=e9iE6mMQOs

BOE
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http://www.youtube.com/watch?v=e9iE6mOs2OE
https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.youtube.com%2Fwatch%3Fv%3De9iE6mOs2OE&data=04%7C01%7CKrisda.Cripe%40state.ca.gov%7Cc7fae56b5f5441714ef908d8b8dc3785%7C52b26be47f5d4e1cbaed8cf75b7570d5%7C0%7C0%7C637462603272293865%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=7dytlorVSw0eTMdQEZlh5tCUQPabhQMsS6J2cafj2yo%3D&reserved=0
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Discover: Activities
User Testing

@ Chwwwa T IR Yee ety Bedeese Mgl T Wvee e

Adry ! ihoogies?
Find the status of activities in yot S

County act

GET LATEST STATUS m

A
Understand your county’s status

MOBATO 9 O

Usability testing video link:
https://www.youtube.com/watch?v=SdM15B0

X2 A

webstandards.ca.gov


http://www.youtube.com/watch?v=SdM15B0X2_A
https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.youtube.com%2Fwatch%3Fv%3DSdM15B0X2_A&data=04%7C01%7CKrisda.Cripe%40state.ca.gov%7Cc7fae56b5f5441714ef908d8b8dc3785%7C52b26be47f5d4e1cbaed8cf75b7570d5%7C0%7C0%7C637462603272293865%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=vdbhb8Up%2BfwuGa0%2Bjyoog54yPWKk3OZNyZaecDdoNsY%3D&reserved=0

Discover: Activities
Interviews

Mike Daniel Bryan Anondson Kaitlin Lewis is Isabel Guzman is
is the Regional is the owner of the Assistant the Director of the
Lead Director for Headwaters Deputy Director, Office of Small
the Orange Adventure Communications, Business
County/Inland Company, Governor’s Office Advocate

Empire Small Redding, CA of Business and (CalOSBA), part of
Business Economic GO-Biz
Development Development

Center (SBDC) (GO-Biz)

California
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Process (Step 2)

01. Discover > [(02NDERNENIND

Using research
data to identify
opportunities
for
improvement.

‘ :.GOV

03. Ideate

>

04. Prototype >

05. Iterate >

webstandards.ca.gov



Define

Summarize findings

Uncover patterns and themes

Create insights

Propose recommendations for MPV and V1

= By e

California
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Define: Summary

Industry
guidance

Section

Findings

Recommendations

User segment

Navigation (from
Blueprint)

When visiting directly from blueprint page, essential
business can’t find any additional information and
assume there are no restrictions.

Content: Consider adding essential business in the

list of activities.

All of the users

In the Blueprint page, the link to the industry guidance
gets lost in the results.

Design: Consider making the link more relevant.

All of the users

When coming to the industry guidance from results in
the blueprint, visitors expect to see a detailed
explanation of “with modifications” means.

Content: Consider adding a clarification of what
“modifications” stand for.

All of the users

If the result doesn’t provide a guidance, there is no
easy access to the industry guidance page.

Content: Consider adding a link to Industry
guidance page in the results so visitors can still
find the page.

All of the users

Navigation (from
Homepage)

The language from the homepage to access industry
guidance page is confusing

Design: Consider creating a link to access the
industry guidance from homepage that is
consistent with the title of the page.

Business owners

The different routes to access the industry guidance
page are inconsistent:

what’s open, county status, How can | safely open my
business. Industry guidance (footer) menu -> working
safely -> Industry guidance

Design: Consider adding a section addressing
business needs on the homepage.

Business owners

When coming from homepage, the visitor has no
information about tiers. Which tier are we now?

Design: Consider adding or replicating the what'’s
open search in the industry guidance for people
coming directly or from homepage.

All of the users

California

DEPARTMENT OF TECHNOLOGY
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Define: Key Insights

o Format of content (i.e. people struggle with PDFs)

o Hierarchy of content (i.e people having difficulty finding what the
modifications are)

e Recency of content (i.e. people want to know what’s new and are confused
when it’s updated)

o Specificity of content (i.e. too much general content)

California
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Process (Step 3)

01. Discover  >| 02. Define >_ 04. Prototype >| 05. lterate >

Leveraging the
diverse
perspectives of
our team to
generate a
wide range of
possible
solutions.

California
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COVID-19
INDUSTRY
GUIDANCE:
Automobile
Deakenhips and
Renich

oy 0, B
cmasies
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Industry guidance to reduce risk

User stories

ey 18 0 Inform, general explana

feature written from the perspect

er. 1t purpose s to articulate how 3

re will provide vakue to the customer.

User 5 ate a few sentences in simp! sage
that outline the desred outcome. They don't go
detail, Requitements are added later, once ag

pon by the team

A good user story does the foliowing

01. Specifies who the «

awner, county official, et

1 15 (e.g. business

02 Destr e intent of the user (what are

achieve on this webpage)

they trying

03, Describy

that goal (what is

e problem they ace

For example.

As 0 bus
guidance was kvt updoted.

vess owner, | won

see when my
thot { know If | need

f0 take any new actions.

DCaIiforni
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A5 2 wrar who artied
are trom the Blueprint
POgR, t war 10 know
What page | e an, ©
that | can figure ot
oWt get back to the
Bheaprint page

ldeation: Step 2/3

As» otwen |

As memoer of the

fereral pudic. |
ant ta inow what
butinesses should

be doirg to heep me
sate, and o make
Secrrons

as 2 small business
owner | want to
know what guidance
has changed or is
recent/new about
my sector and since
when

GOV
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ldeation: Step 3/3

Industry guidance to reduce risk
Ideation

We are doing this well

We are not doing this well

We are not doing this well at alf

DCaIifornia T
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Process (Step 4)

01.Discover  >| 02. Define  >| 03. Ideate >[04 Prototype »| 05. lterate >

Turning ideas
into tangible
designs in
order to solicit
feedback from
users and
stakeholders.

California
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Prototype: 3 Approaches

= = — | soproncnss |

Approach 2:
Search Results

Approach 1: - =

Static Pages E 4
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Process (Step 5)

01. Discover  >| 02. Define >| 03. Ideate >| 04. Prototype >_

Repeating the
process as
needed until a
desired
outcome is
reached.

' DCoIifornic T
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lterate

D

Find what may be open near you

Includes industry guidance for business owners

County Activity

Fresno @ Clear Enter a business or activty

Fresno County
Region: San Joaquin Valley
A under Regional Stay Home Order

WIDESPREAD

Most non-essential indoor businees operations are closed. Understand the data

Note: Counties can restrict further, Check Fresno's COVID-1% websile

[Business/activity]

[Status (e.g. Open with modifications)]

See state industry guidance
[Business/activity] must follow guidance for [industry]

Indusiry guidance for [industry] B | wow g «
Checklist for lindustry] = s v
Use of temporary structures for outdoor business operations
Employer playbook, [

Depanding o yaur buiness cperticne, athar guidance miy apply.

* [Thia is @ placeholder link for acdiionalienemal guidance]
® [Relabed indussry] (e
» |Related incussry] [For]
] =1

» |Relabed incussry] [Foe]

® [Relabed ing

» |Relaned incusary] [Fe]

® [Related indussry] [

DCaIifornia .l.
EPARTMENT OF TECHNOLOGY webstandards.ca.gov




Lessons Learned
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Conclusion:
Lessons Learned

e Adam: Stakeholders are “users” and designing for their needs could
allow you to solve the needs of everyone.

e Clara: Meet users where they are as opposed as building something
thinking they will come.

fm.iY Californi
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@ Panel Discussion %

Are fully automated accessibility solutions a good idea?

How can co-working spaces be replicated in a remote
environment?

How long does user research take?
Where does Design Thinking fit into the process?

What are the best practices for writing for the web?

8] poghfonia, - T
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Closing Remarks
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THANK YOU

Post conference materials will be published on
the DWSN website

For gquestions, please write to:
DigitalWebServicesNetwork@state.ca.gov
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